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Abstract

The effective implementation of performance evaluation indicators especially in highly
competitive environments such as the banking industry is one of the obvious actions of
organizations to maintain competitive advantages and identify organizational strengths and
weaknesses. In the present study, based on a mixed approach of qualitative and quantitative
methods, the first researcher tries to identify local indicators, components, and dimensions of

performance evaluation indicators in the banking industry of Iran. And then try to identify the
weights of indicators and then rank 26 branches of the Refah Bank in Yazd in terms of
performance. This research is an applied study and descriptive survey in terms of data
collection with a mixed methodology (qualitative and quantitative) to collect and analyze its
data. In the qualitative section, to collect data, a semi-structured interview was used and In the
quantitative part, standard questionnaires of four multi-criteria decision-making methods were
used. The results of the analysis of qualitative data collected are based on the Thematic
analysis in MAXQDA software, and the results of the analysis of quantitative data are based
on structural modeling, fuzzy DEMATEL, fuzzy ANP, and fuzzy COPRAS methods in Excel
and super decision software. The results showed that the local performance evaluation
indicators in the banking industry of Iran include 111 indicators, 18 components, and 6
general dimensions and the three key components of the model include environmental risk
management, transparency risk management and production of new services. . Based on the
model presented in this study, managers, and decision-makers will be able to develop more
effective performance evaluation strategies in their bank.
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Extended Abstract

Introduction

Evaluating the performance of banking branches is essential for ensuring operational efficiency and
sustaining competitive advantage in today’s dynamic financial environment. Traditional performance
measurement systems often fail to account for the complex interrelationships and uncertainties
inherent in banking operations. In response, this research develops a localized, comprehensive model
for assessing bank branch performance in Iran by combining qualitative thematic analysis and
guantitative multi-criteria decision-making (MCDM) methods under fuzzy conditions. The study
emphasizes identifying context-specific performance indicators and integrating expert knowledge to
construct a model suitable for strategic decision-making in the banking industry.

Methodology

This study adopts an applied and descriptive-survey design using a mixed-methods approach. In the
qualitative phase, data were collected through semi-structured interviews with nine senior managers
and experts from Refah Bank. The data were analyzed via thematic analysis using Atlas.tifMAXQDA
software, following the Attride-Stirling thematic network approach to extract key performance
concepts. This analysis yielded 111 initial indicators, refined into 18 components and six overarching
dimensions: (1) risk management, (2) economic indicators, (3) operational environment, (4) internal
stakeholders, (5) service development, and (6) foresight.

In the quantitative phase, three fuzzy multi-criteria decision-making techniques were used
sequentially. Fuzzy DEMATEL identified the causal relationships among the six dimensions. Fuzzy
Analytic Network Process (FANP) determined the relative importance (weights) of each component
through expert judgments. Finally, Fuzzy COPRAS ranked 26 branches of Refah Bank in Yazd
province based on their weighted performance indicators. All quantitative analyses were conducted
using Excel and Super Decisions software.

Findings

The DEMATEL results indicated that risk management is the most influential dimension in the
network, while service production and development is the most affected one. The FANP results
revealed significant interdependencies among dimensions, confirming that performance in banking is
highly multidimensional. According to the final ranking derived from the Fuzzy COPRAS model,
branches with a stronger emphasis on risk anticipation, transparency, and innovation in service
delivery achieved higher performance scores. The integration of fuzzy logic in these methods
effectively managed ambiguity and subjectivity in expert assessments, producing more reliable and
contextually grounded results.

Discussion and Conclusion

The study highlights that performance evaluation in the Iranian banking industry requires both
gualitative insight and quantitative precision. By employing a thematic-fuzzy hybrid approach, this
research provides a localized performance evaluation model that can help bank managers identify
weaknesses, allocate resources efficiently, and plan for long-term improvement. The most influential
factors—environmental risk management, transparency, and new service development—represent
critical levers for enhancing competitiveness. The combination of thematic analysis with fuzzy
MCDM techniques contributes methodologically by bridging interpretive and analytical paradigms,
offering a replicable framework for future performance evaluation research.

Overall, the proposed model not only deepens theoretical understanding but also serves as a practical
decision-support tool for improving the functional and strategic performance of banking branches in
complex, uncertain environments.
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